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Lucene 作为 Apache 软件基金会的一个顶级项目，是一个纯 Java 语言实现的开
放源代码的全文检索引擎工具包。虽然 Lucene 不是一个完整的全文检索引擎，但























         
         
With the development of science and technology and the progress of the society,
competition in industries is higher than ever. Under such situation, how to improve
their quality of service, enhance the competitive advantage, create the service
brand became an important issue for companies. But with the increasing of the
new business, and the gradual increase of the complexity of the business, and
the rising amount of users, the customer service departments are under
enormous pressure. The current single models in dealing with customer service
have caused man-service channels to be overcrowded which results in call
congestion and reducing users' satisfaction with customer service. So there is an
urgent need of using computer automated responds to solve the problem. The
online customer service system is better for answering the simple and repetitive
questions, and can greatly speed up customer service time, expand system
access capacity, and improve the efficiency of customer service.
As a top-level project of the Apache Software Foundation, Lucene is an open
source full-text search engine toolkit based on java. Lucene is not a complete full-
text search engine, but by following the specification of Lucene, we can extend
Lucene functionality, and implement full-text search function in the target system,
or establish a full text search engine.
This dissertation designs and implements online customer service system. This
dissertation introduces system related technologies, and analysises Lucene and
the Chinese word segmentation and its common algorithms in detail. Second,
This dissertation introduces the functional and non-functional requirements of this
system. Then this dissertation investigates the key technologies of this system,
combined with the system and existing full-text search technology, gives a
suitable search technology for this system, and discusses secondary cache














         














         
[1] 刘国刚. 人工智能客户服务体系的研究与实现 [J]. 现代电信科技, 2009,39(3):50-54.
[2] 王璐, 朱晓民. 基于 AJAX 的在线客服系统的设计与实现 [J]. 计算机系统应用, 200912.
[3] 李江. 自然语言编程研究 [D]. 北京邮电大学, 2008.
[4] 钟建飞. 淡谈客户服务重要性与服务技巧 [Z].
http://www.c800.com/msg/2005/10/27/23.php.
[5] 谢廷彦. 答疑系统中的分类问题研究 [D]. 湖南大学, 2008.
[6] Lucene 3.0 原理与代码分析 [Z]. http://forfuture1978.javaeye.com.
[7] Bahle D, Williams HE, Zobel J. Efficient phrase querying with an auxiliary index [C]. Proceedings of the 25th
annual international ACM SIGIR conference on Research and development in information retrieval: ACM,
2002.215-221.
[8] Baeza-Yates R, Ribeiro-Neto B. Modern information retrieval [M]. ACM press New York, 1999.
[9] 陈洪猛. 全文检索技术的研究与实现 [D]. 北京工业大学, 2008.
[10] Gospodnetic O, Hatcher E, 谭鸿, 黎俊鸿, 周鹏. Lucene in Action. 电子工业出版社, 2007.
[11] 江毅铭. 专业搜索引擎索引技术的研究与实现 [D]. 北京: 北京化工大学, 2005.
[12] 何伟, 薛素静, 孔梦荣, 杨正党. 基于 Lucene 的全文搜索引擎的设计与实现 [J]. 情报杂志, 2006,9:88.
[13] 赵洋, 张丽, 王恩东, 张素宁. 基于 Struts, Hibernate 和 Spring 的 J2EE 架构研究 [J]. 现代电子技术,
2009,32(2):107-110.
[14] 刘壮. 基于Spring+ Hibernate 的开发方法研究及实例 [D]. 吉林大学, 2005.
[15] Eckel B, 侯捷. Java编程思想 [M]. 机械工业出版社, 2002.
[16] 夏昕. Spring开发指南[Z]. In, 2004.
[17] 二级缓存[Z]. http://baike.baidu.com/view/27650.htm.
[18] 吴波. 基于WebWork+Spring+Hiberante 架构的 Web 应用的研究与实现 [D]. 大连海事大学, 2007.
[19] 宋汉增, 沈琳. 利用 Hibernate 对象持久化服务简化 Java 数据库访问 [J]. 计算机应用,
2003,23(12):135-137.
[20] Philip M. Ajax for java developers: Ajax with Direct Web Remoting [J]. 2005:
http://www.ibm.com/developerworks/java/library/j-ajax3/.
[21] 张桂元, 贾燕枫, 姜波. 征服 Ajax: Web 2.0 快速入门与项目实践 (Java) [M]. 人民邮电出版社, 2006.
[22] 李峰, 刘彦隆. 基于SSH框架与jQuery 技术的JavaWeb开发应用 [J]. 科技情报开发与经济,
2010,6:106-108.
[23] 单东林, 张晓菲, 魏然. 锋利的 jQuery [M]. 人民邮电出版社, 2009.
[24] 李颖, 李志蜀, 邓欢. 基于 Lucene 的中文分词方法设计与实现 [J]. 四川大学学报: 自然科学版,
2008,45(5):1095-1095.
[25] 韩客松, 王永成, 陈桂林. 无词典高频字串快速提取和统计算法研究 [J]. 中文信息学报,
2001,15(2):23-30.
[26] 闫引堂, 周晓强. 交集型歧义字段切分方法研究 [J]. 情报学报, 2000,19(6):637-643.
[27] 王晓龙, 关毅. 计算机自然语言处理 [M]. 清华大学出版社有限公司, 2005.
[28] 揭春雨, 刘源, 梁南元. 论汉语自动分词方法 [J]. 中文信息学报, 1989,3(1):1-9.
[29] 黄祥喜. 一种新的最大匹配分词算法 [J]. 知识工程, 1990,3:37-39.
[30] 侯敏, 孙建军. 汉语自动分词中的歧义问题 [J]. 语言文字应用, 1996,1:68-72.
[31] 中文搜索引擎技术揭密:中文分词 [Z]. 
http://www.stlchina.org/twiki/bin/view.pl/Main/SESegment.
[32] Html Parser初步研究 [Z].
http://www.360doc.com/showWeb/0/0/526763.aspx.
[33] 马玉春, 宋瀚涛. Web中文文本分词技术研究 [J]. 计算机应用, 2004,24(4):134-136.













[35] 秋哲, 符滔滔. 开发自己的搜索引擎 Lucene2 [M]．人民邮电出版社,2007.
[36] 李晓明. 搜索引擎——原理, 技术与系统 [M]. 科学出版社, 2005.
[37] Goetz B. The Lucene search engine: Powerful, flexible, and free [J]. JavaWorld Available http://www
javaworld com/javaworld/jw-09-2000/jw-0915-lucene html, 2000.
[38] Lucene中国 [Z].  http://www.lucene.com.cn.
[39] 义天鹏, 陈启安. 基于 Lucene 的中文分析器分词性能比较研究 中文分析器分词性能比较研究 [J].
Computer Engineering, 2012,38(22).
[40] 张贤, 周娅. 基于 Lucene 网页排序算法的改进 [J]. 计算机系统应用, 20092.
[41] 王香莲. Google和百度两种搜索引擎比较研究 [J]. 现代图书情报技术, 2004,8:52-55.
[42] 刘迁, 贾惠波. 中文信息处理中自动分词技术的研究与展望 [J]. 计算机工程与应用, 2006,42(3):175-
177.
[43] Teahan WJ, Wen Y, McNab R, Witten IH. A compression-based algorithm for Chinese word segmentation
[J]. Computational Linguistics, 2000,26(3):375-393.
[44] 王学松. Lucene+ Nutch 搜索引擎开发[M]. 人民邮电出版社, 2008.
[45] 车东. 在应用中加入全文检索功能--基于 Java 的全文索引引擎 Lucene 简介 [D]. 2002.
[46] 刘运佳. 基于 Lucene 和 Heririx 构建搜索引擎的研究和示例实现 [D]. 电子科技大学, 2008.
[47] 张启宇, 朱玲, 张雅萍. 中文分词算法研究综述 [J]. 情报探索, 2008,11:53-56.
[48] 赵杰. 搜索引擎技术 [M]. 哈尔滨工程大学出版社, 2007.
[49] Sornil O. Parallel inverted index for large-scale, dynamic digital libraries [D]. Virginia Polytechnic Institute













Degree papers are in the “Xiamen University Electronic Theses and Dissertations Database”. Full
texts are available in the following ways: 
1. If your library is a CALIS member libraries, please log on http://etd.calis.edu.cn/ and submit
requests online, or consult the interlibrary loan department in your library. 
2. For users of non-CALIS member libraries, please mail to etd@xmu.edu.cn for delivery details.
